
The AI Implementation gUIDE: 

Building AI-First Healthcare 
Contact Center
Achieve the perfect balance between AI automation and human touch, delivering better 
patient experiences while reducing operational costs.

Why Healthcare Contact Centers Need an AI-First Approach

Early in 2024, the massive cyberattack on Change Healthcare (a subsidiary of UnitedHealth Group) exposed the vulnerability 
of U.S. healthcare operations. The attack brought down core systems, slowed claim processing, and disrupted provider-patient 
communication.


At the time, too many patients reached out to provider call centers only to wait for an extended time, receive incomplete 
patient charts, and be poorly triaged. All those deficiencies are precisely what an AI-first health care contact center will 
escape. According to the Journal of Healthcare Management, U.S. hospitals lose an average of $12 billion a year because 
of inefficient communication among health care providers.


Provider organizations must evolve from old-school call center models to AI-First Healthcare Contact Centers where 
intelligent automation, human assistance, and analytics driven by workflows provide timely, accurate patient outreach 
and support.

https://www.financialresearch.gov/briefs/files/OFRBrief-24-05-change-healthcare-cyberattack.pdf?utm_source=chatgpt.com
https://www.researchgate.net/publication/46123019_Quantifying_the_Economic_Impact_of_Communication_Inefficiencies_in_US_Hospitals#:~:text=We%20find%20that%20U.S.%20hospitals,a%20result%20of%20communication%20inefficiencies.


Benefits of AI-Driven Contact 
Centers in Healthcare

What is an AI-First Healthcare 
Contact Center?

An AI-First Healthcare Contact Center is one where each 
interaction-from the patient phone call or chat, to triage 
and scheduling, follow-up, and analytics-is powered and 
enabled by artificial intelligence. It enhances live agents’ 
performances, enabling dramatically higher responsiveness 
and personalization.


Healthcare providers using this model go past simple call 
routing and manual response by integrating AI workflows 
showing context-history, insurance, and previous calls-
along with next-best actions and performing basic tasks  
on their own.

Faster Response Time
AI-driven chatbots and voice assistants 
can immediately answer routine patient 
queries, reducing hold and wait times.

Reduced Administrative Load
Automate mundane processes such as 
appointment reminders, benefits 
checks, and triage questions frees up 
the staff for more added-value activity.

Improved Patient Experience
Patients are serviced consistently, and 
are able to engage via digital channels 
in the same context as live agents.

Smart Resource Allocation
AI system insights guide staffing, warn 
management of bottlenecks, and keep 
agents on high-complexity or clinical 
interactions.

These benefits help providers avoid such scenarios as the Change Healthcare debacle, wherein 
system failure and contact workflow surges left responses to care-related queries behind and 

eroded patient confidence.



Step 1: Define Your Goals  
and Use Cases

Start with quantifiable objectives: Reduce the 
average wait time by 30%, increase self-service 
resolutions to 40%, and grow patient loyalty scores. 
Map use cases such as scheduling appointments, 
eligibility checks, clinical triage, and outgoing care-
management outreach.

Step 4: Train Agents and Configure 
AI Copilot Flows

Educate your contact center agents on how to 
make the most out of the AI Agent in place. Set up 
Copilot workflows such that menial tasks get 
automated, and complex interactions are presented 
to agents with the help of AI-driven guidance.


Ensure that agents are aware of overruling AI 
suggestions, and establish feedback loops so 
analytics can enhance the AI logic with time.

Step 2: Assess Current Contact 
Center Infrastructure

Evaluate the current condition of your telephony, 
CRM, patient portal, EHR integrations, and reporting 
systems. Assess the gaps in data flow, channel 
support (voice, chat, SMS), agent tooling, and 
analytics.


Ensure PHI workflows are HIPAA-compliant and that 
your existing infrastructure is capable of supporting 
AI-driven routing and automation.

Step 5: Measure and Optimize 
Performance

Set KPIs: Average handle time, first-call resolution, 
self-service ratio, patient satisfaction, and 
compliance incidents. Use the Copilot dashboard to 
monitor the trends, uncover weak spots, and make 
workflow adjustments.


Continuously optimize automation scripts, extend to 
more use cases, and improve AI models as you get 
more interaction data.

Step 3: Incorporate AI as Part of 
Your Healthcare Stack

Configured into an existing system, AI Copilot can 
segment contacts, send automated replies, escalate 
if necessary, and provide patient context and next-
best action to the live agent. It serves up unified 
patient records, real-time analytics, and AI-driven 
workflows to the contact center.

The AI Implementation Playbook: 


Step-by-Step Guide 
Following is a five-step guide to implementing an AI-First 
Healthcare Contact Center:



The Future of AI-First Healthcare Contact Centers

The future will integrate voice, chat, video, remote monitoring, and home-care devices into one contact ecosystem powered by 
AI. Agents will have real-time support from data and predictive intelligence, driving proactive engagement with patients. 
Integrating Comet with a clear strategy provider organizations can lead the change without falling into the next crisis. It 
seamlessly integrates into your current EHR, scheduling system, CRM, and contact-center platform. 


The 2024 hack at Change Healthcare revealed what becomes of provider-patient communications vulnerabilities when 
infrastructure and call centers collapse. With an AI-First Healthcare Contact Center, you prevent such collapses, raise the 
standard of care, and future-proof your organization.

Real-World Results: How Hospitals Are Using Comet to Redefine Contact Centers

Provider organizations using Comet are already seeing wait time reductions, improved patient satisfaction, and reduced 
operating costs per interaction. By placing patient context at the center and improving triage, they remove opportunities for 
calls to be mishandled or delayed. 


The Change Healthcare failure reminds us what happens when call centers and back-office infrastructure fall short. With an 
AI-First solution, you reclaim control of the patient front door. Speed your deployment with Comet's best-suited, pre-built 
healthcare workflows.

Data Privacy
Employ role-based access, audit 
logs, and PHI encryption. Ensure 
partnering AI vendors are vetted, 
HIPAA and HITRUST compliant.

Change Management
Explain to agents how AI is 
augmenting rather than replacing 
them. Provide training, feedback 
collection, and sentiment monitoring.

Technical Sophistication
Implement the most valuable 
integrations first. For example, 
scheduling + caller context, not an 
entire full-stack overhaul at once.

Recent and Persistent Challenges

Built for scale. Designed for 
care. Proven to perform.

www.comethealth.ai

Scan the QR code for a demo

See how Comet AI drives patient access  
and growth.

Innovaccer activates the flow of healthcare data, empowering providers, 
payers, and governments to deliver connected, intelligent care. The 
Healthcare Intelligence Cloud turns fragmented data into coordinated 
actions that improve outcomes and performance.

https://comethealth.ai/

